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Summary

About the service 
The Royal Mencap Society, operating as Mencap Cymru (Aberaeron), is registered as a 
domiciliary care agency to provide care and support services to people over the age of 18 
living in their own homes. The registered office is in Aberaeron. At the time of the 
inspection the agency was providing care and support to people in shared accommodation 
in Ceredigion and Pembrokeshire. There is a responsible individual and manager in post.

What type of inspection was carried out?
We, Care Inspectorate Wales (CIW), undertook a full unannounced inspection on 10 January 2019 
between the hours of 09:45 am and 13:15pm which looked at three quality themes namely; quality 
of life, quality of staffing and quality of leadership and management.

The following methodologies were used:

 An unannounced inspection to the Aberaeron office;
 We spoke to five people using the service;
 We looked at four care and support records;
 We looked at four care workers electronic personnel and supervision records;
 We looked at care workers training records;
 We spoke to a two service managers.
 We spoke to the registered managers and office manager.
 We spoke to the director of quality.
 We spoke to three care workers.

What does the service do well? 
Mencap Cymru supports people to live worthwhile lives and be involved in their local 
community. People are supported by well-motivated staff who know people well. Staff are 
effectively led and supported by a caring management team who are actively involved in 
the running and the continuous improvement of the service. People are provided with a 
high standard of care which is consistent, reliable and person centred.

What has improved since the last inspection? 
There were no areas of noncompliance or recommendations from the last inspection. 

What needs to be done to improve the service? 

 
There were no recommendations to improve the service made at this inspection.



Quality Of Life

People using the service can be confident the provider is committed to providing a good 
quality service which is focused upon individual need and person centred support. This is 
because we looked at four individual support delivery plans, their ‘what matters most’ 
records and their care plans. We found these to be comprehensive, detailing people’s 
likes and dislikes, where they needed support to be as independent as possible and what 
their goals for the future. These were detailed and reviewed regularly, signed and dated. 
People can be confident they are able to follow their interests. This is because we saw 
evidence of people participating in: art and music classes, day trips, celebrations, awards 
ceremony, photographic competitions, holidays abroad and hairdressers and beautician 
appointments. We saw photographs of people achieving their goals as discussed in ‘what 
matters most’. People we spoke with enjoyed telling us about activities they had taken 
part in and showed us photographs of themselves enjoying activities. We were told how 
one person liked ‘Dr Who’ and we saw them watching an episode and were shown their 
room with darlek posters and Dr Who memorabilia. We saw a video of service users 
enjoying a Christmas party where Mencap had arranged a visit from a donkey, the video 
was streamed as part of Mecap Christmas message. We consider the service to be 
delivering person centred support and people are able to participate in, and have things 
to look forward to.

People can be assured the service works with healthcare professionals and multi-
disciplinary professionals to achieve positive outcomes and develop ‘positive and 
proactive support plans’. We saw evidence in one person’s records of how support 
workers, the manager and service user had worked together with the local authority to 
provide a comprehensive support plan which clearly identified behavioural triggers and 
detailed plans to manage care and support. We were told how this ongoing work had 
resulted in a marked reduction in incidents. Evidence which we saw confirmed this to be 
the case, with a reduction in recorded incidents from 14 in October 2018 to 3 in 
December 2018. This shows the service is engaging with relevant professionals to 
achieve positive outcomes for people.

People are able to communicate in the language of their choice. We were provided with 
the service’s Welsh language policy, and each of the care files recorded language 
preferences. We later saw one person who could choose to communicate in either Welsh 
or English was being supported by a Welsh speaking carer. We were told documentation 
could be provided bilingually if required. Overall we conclude the service is meeting the 
Welsh ‘Active Offer’. 

People receive a high standard of care, which they or their representative, are involved 
with designing and reviewing. We looked at four people’s care files and noted people and 
/or their representatives had signed to evidence their input. We saw care reviews were 
undertaken within the required timescales. 



Quality Of Staffing

People benefit from receiving care and support from motivated staff who are appreciated 
and want to make a positive difference to people’s lives. The care workers we spoke with 
told us  they felt really well supported, particularly by the manager and service settings 
managers, who helped them to develop into their roles and gave them confidence. One 
member of staff told us how they had been nominated and received a ‘You Rock’ 
recognition certificate. They were particularly pleased this reward recognition was open 
to all staff to nominate any staff member. Staff we spoke with were able to confidently 
discuss the five values of Mencap (our Vision) and demonstrated what these meant to 
people using the service. We conclude people are cared for and supported by staff who 
feel valued and committed to the services principles. 

People can be confident they will receive care and support from staff who are competent 
and confident in their role. The statement of purpose details specific health and support 
needs the service can support, including choking risk. Training records demonstrated 
care workers received a range of mandatory and specific training in line with what needs 
the agency state they can accommodate, including;

 safeguarding adults (SOVA);
 whistleblowing;
 consent to treatment;
 risk taking;
 sexuality and personal relationships;
 supporting people with challenging behaviour;
 confidentiality;
 first aid;
 choking risk.
 epilepsy;
 moving and handling;
 food hygiene;
 health and safety and
 lone working.

The care workers we spoke to confirmed that they had attended the training and felt 
confident in their roles. Later we saw one person’s support plan detailing their choking 
risk and how they were to be supported. We saw staff had attended training provided by 
the speech and language therapy team, as well as in house training, group discussion 
and observation of staff competency. We spoke with a newly appointed member of staff 
who confirmed their understanding of the issues and felt confident in requesting support 
for any clarification. We conclude people have access to care and support provided by 
staff who provide a caring, professional service to a very good level of achievement.



We noted that all four care workers were receiving supervision within the required 
timescales in line with National Minimum Standard 21.2 for Domiciliary Care Agencies in 
Wales.  Appraisals were also completed, detailed including the staff member’s goals and 
how these objectives could be met. We saw disciplinary meetings were conducted in line 
with Mencap policy. During discussions with a manager we were told new carer workers 
received a comprehensive induction of 12 weeks which included a period of “shadowing” 
in the service to allow them to settle into their role. This was confirmed by a newly 
recruited staff member. Team meetings take place at each home as well as monthly 
service manager meetings.  When we spoke with two service managers they both told us 
they enjoyed their work and they felt well supported by the management team The 
induction, regular supervision, team meetings, training and the support provided by 
managers positively contributed to the care workers feeling equipped and enabled.



Quality Of Leadership and Management

People benefit from a service and care staff that are committed to high standards of care 
and strive to continually improve. There were robust governance arrangements in place 
and we noted all policies and procedures were up to date. We saw reports from the 
quality monitoring officer and  completed reports by the responsible individual (12.11.18)  
We saw responses to the stakeholder survey (October 2018 ,34 surveys returned out of 
37) from people using the service they demonstrated a high level of satisfaction with the 
care and support provided by the service , for example;

 Do I feel safe- 31
 I am supported to keep healthy and feel good-33
 Help me make choices -34.

The annual Quality Assurance review (30 April 2018) was reviewed. We saw the record 
of complaints and compliments which were reviewed by the responsible individual. 

People can feel that they are safe because the service is well run; with due care and 
attention to minimum standards and regulations as all four care workers files examined 
demonstrated that recruitment practices were correctly followed and the appropriate 
information and clearances were held. We examined a range of policies and procedures 
such as safeguarding abuse prevention, medication and manual handling policies which 
were reviewed and regularly updated. They were comprehensive and easy to 
understand. Mencap’s policies and procedures are understood and implemented by an 
experienced and enthusiastic manager, who is supported by a competent and confident 
admin/office manager. We found the thorough recruitment, induction, training and 
development systems enabled staff to provide a compassionate service in line with the 
charity’s values. The personalised profiles produced for each person ‘What’s important to 
me’ and ‘How best to support me’ outlined what was necessary to understand the 
individual needs of each person in order to deliver a quality service. We consider that a 
quality service is provided, this is supported by the evidence we found during the 
inspection; the attitude and competence of staff and the leadership exhibited by the team 
managers. People receive effective support from a service which can fully meet their 
needs.



Quality Of The Environment

The Quality of the Environment theme is not applicable to Domiciliary Care Agencies



How we inspect and report on services 
We conduct two types of inspection; baseline and focused. Both consider the experience of 
people using services.

 Baseline inspections assess whether the registration of a service is justified and 
whether the conditions of registration are appropriate. For most services, we carry out 
these inspections every three years. Exceptions are registered child minders, out of 
school care, sessional care, crèches and open access provision, which are every four 
years. 

At these inspections we check whether the service has a clear, effective Statement of 
Purpose and whether the service delivers on the commitments set out in its Statement 
of Purpose. In assessing whether registration is justified inspectors check that the 
service can demonstrate a history of compliance with regulations. 

 Focused inspections consider the experience of people using services and we will 
look at compliance with regulations when poor outcomes for people using services are 
identified. We carry out these inspections in between baseline inspections. Focused 
inspections will always consider the quality of life of people using services and may look 
at other areas. 

Baseline and focused inspections may be scheduled or carried out in response to concerns.

Inspectors use a variety of methods to gather information during inspections. These may 
include;

 Talking with people who use services and their representatives
 Talking to staff and the manager
 Looking at documentation
 Observation of staff interactions with people and of the environment
 Comments made within questionnaires returned from people who use services, staff 

and health and social care professionals

We inspect and report our findings under ‘Quality Themes’. Those relevant to each type of 
service are referred to within our inspection reports. 

Further information about what we do can be found in our leaflet ‘Improving Care and 
Social Services in Wales’. You can download this from our website, Improving Care and 
Social Services in Wales  or ask us to send you a copy by contacting us.

http://wales.gov.uk/cssiwsubsite/newcssiw/publications/leaflets/puttingpeople/?lang=en
http://wales.gov.uk/cssiwsubsite/newcssiw/publications/leaflets/puttingpeople/?lang=en

